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ABSTRACT 
Emotions play important roles in expressing feelings as it tend to make people acts 
differently. Determine emotions of other people are less complicated if we are facing 
each other rather than from voice independently such as conversation in telephone. A 
main industry that major dealing with telephone as a medium for services is call center. 
Thus it is a significant step to developing a prototype system for this industry. This 
project is focusing on speech recognition to determine emotions in call center 
environment. The objectives of this project are to identify the quick propagation neural 
network, determine the emotion through the recorded speech and develop the prototype 
system. This system will implement the quick propagation neural network using 65 of 
speech signal as a sample data. Two features will be extracted from each speech signal 
which are the Fundamental Track Frequency (FTT) and Mel Frequency Ceptral 
Coefficient (MFCC). It covers types of emotions which are happy, sad and anger 
emotions state. However to ensure the ability of the prototype, few experiments are being 
conducted to achieved the satisfy values for parameter for the prototype inputs to achieve 
the efficiency. In a conclusion, the prototype is able to determine emotions states from 
voice using Quick Propagation neural network. 
iv 
TABLE OF CONTENTS 
TITLE PAGE i 
DECLARATION ii 
ACKNOWLEDGEMENT iii 
ABSTRACT iv 
TABLE OF CONTENTS v 
LIST OF ABBREVIATION ix 
LIST OF FIGURES x 
LIST OF TABLES xi 
CHAPTER 1 INTRODUCTION 
1.0 Background of the Research 1 
1.1 Problem Statement 3 
1.2 Objectives of the research 4 
1.3 Project scope 4 
1.4 Significance of the research 5 
CHAPTER 2 LITERATURE REVIEW 
2.0 Introduction 7 
2.1 Call Center Environment 7 
2.2 Emotions 8 
2.2.1 What is Emotions? 8 
